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Communications Update

A Types of Communications
I Emergency announcements
I News andinformation
I Community engagement
I Vision and goals
A Goals
I Explain clearly what is happening in Norwalk
I Share important updates
I Clear up confusion / dispel rumors
A History
I Mayor Rilling proposed creating this function
I Previously no communications function in Norwalk
I Council approved, Communications Manager started May 2018
A Initial Steps
I Assess the situation
I Create protocols
I Develop plans
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Where We Were

A Did well on some fronts, but there were huge gaps in communications
I How often was social media used?
I When and where did press releases go out?
I How accessible was this information?
A Social Media
I Used passivelywith lots of automation
I Pages not being monitored and questions going unanswered
A Public Relations
I Sporadic outreach
I Not tied into City vision
A Website
I Not all that mobile friendly
I Lacking graphics
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e
Where We Went

A Goal

I Enhance social media and share more with the Norwalk community
A Tactics

I Launch Instagram

I Engage with Community groups

I Create Brand ambassadors

I Improve customer service

It's a dialogue, not a monologue,
and some people don't under-
stand that. Social media is more

like a telephone than a television.

L]
—Amy Jo Martin, Founder and CEO
of Digital Royalty N—

m MarketingHub
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e
Soclal Media

In 2005, just 5% of American adults used at least one social media platform. By
2011 that share had risen to half of all Americans, & today 72% of the public uses
some type of social media.

Social media use by age

1..1 N . ] ] | .
adults wno use at least one soclal media site, by age

25

2008 2008 2010 2012 2014 2016 2018

— 18-20 — 30-49 50-64 65+

Source: Surveys conducted 2005-2019.
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e
Soclal Media

7 out of 10 US adults use There are substantial age-related

Facebook, with 75% of those users differences in platform use. This is
visiting at least once per day. especially true of Instagram and Snapchat.

Facebook, YouTl;be continue to be the most widely napchat and Instagram are especially
used online platforms among U.S. adults
P g popular among 18- to 24-year-olds
% of U.S. adults who say they ever use the following online platforms or w 3
messaging apps online or on their cellphone % of U.S. adults in each age group who say they ever
B0, LISE ...
> Faceboak 89 65+ 50-64 2529 1824
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/ o, WhatsApp 20 Facebook L "8
Reddit 11
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2 ol deta is not aveilable for YouTube, Snapchat and WhatsApp, _ .
t avasilable for Reddit MNote: Respondents who did not give an answer are not shown,
d Jar. BFeh. T. 2019, Source; Survey conducted Jan, B-Feb. 7, 2019,
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e
Enhance Content

Automated posts with no text, Text and graphics help amplify messages
caption, or graphics fail algorithms

Clty of Norwalk, CT
b Published by Joshua Morgan @ - June 27, 2019 - Q

@x City of Norwalk, CT This week the Common Council approved a revised pay plan schedule
b Published by Vimeo @ - August 30, 2018 - Q for non-union staff and new fire inspection classifications, and
appointed residents to the Oak Hills Park Authority.

In case you missed it, here is the full video of the meeting:
https://vimeo.com/344653156. The agenda and supporting materials
are below in the comments.

Council M
28, 2018

VIMEO.COM

Council Meeting August 28, 2018
This is "Council Meeting August 28, 2018" by City of Norwalk on Vi...

0 0 VIMEO.COM
People:Reached Engagements g Council Meeting June 25, 2019

This is "Council Meeting June 25, 2019" by City of Norwalk on Vime...

oY Like (3 Comment £ Share &
1,126 47 L
— oost Po
@ Comment as City of Norwalk, CT © @ ©@ Peaple Rediched Engagements
o 4 1 Comment
o Like (D Comment /> Share e~
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Enhance Content

Automated posts with no text,
caption, or graphics fail algorithms

@ City of Norwalk, CT
b Published by divr.it @ - June 29, 2018 - @

NORWALKCT.ORG

City of Norwalk
2018 Resident/Beach Passes Are Available Online

0 0
People Reached Engagements Boost Post

oY Like (D Comment &> Share e~

& Comment as City of Norwalk, CT © @
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Text and graphics help amplify messages

638 City of Norwalk, CT
@y Published by Joshua Morgan @ - March 6, 2019 - @
Norwalk residents who wish to obtain a 2019-2020 Resident Pass can

do so beginning on March 18, 2019. The current Resident Pass is valid
until the end of March.

A Resident Pass is required to use the Norwalk Transfer Station and
Yard Waste Site. Please note that beginning May 15, Norwalk parks
and beaches will not require a Resident Pass for entry.

Passes can be obtained online at norwalkct.org or at the City of
Norwalk/Recreation & Parks Office at City Hall.
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RESIDENT PASSES
| WILL BE AVAILABLE
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@
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7,222 1,827
People Reached Engagements Boost Post
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Launch Instagram

Launched a City of Norwalk
Instagram page
(@Norwalk_ct) in

August 2018.

Allows residents and
businesses to tag City in
their posts and stories.
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ul Verizon 1:36 PM

norwalk_ct v + =

441 4,476 95
Posts Followers  Following

City of Norwalk, CT

Official Instagram of Norwalk, CT. Located in the
heart of Fairfield County, Norwalk is a diverse
community rich in culture & personality.
www.norwalkct.org/citynews

125 East Ave., Norwalk, Connecticut

Edit Profile

Promotions Insights Contact

Story Highlights
Keep your favorite stories on your profile



Create Ambassadors

Everyday residents,
elected officials,

Anyone know when the next free

Norwalk

bUSI nesses, Com m U n Ity drive up covid test happening in

leaders can all amplify the
City of Norwalk.

They can promote pages,
messages, & information.

ﬁ Nancy Winter
" In don't see anything on the city's

facebook page yet. Best bet is to
follow them on Facebook and/or
twitter for updates. There is walk up at
community health center on Day St
every week day.

m 4d Like Reply
’Q
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Improve Customer Service

Residents sharing
comments, questions, or
concerns and being able to
readily answer those.

City of Norwalk, CT
@  Glad we could help. We'll share your
message with the crew. Stay safe!

‘ Ivanka Anna

City of Norwalk, CT outlook Drive

Some also share positive
feedback and experiences,
which is shared with
employees.

v

City of Norwalk, CT
Glad we could help. We'll share your
message with the crew. Stay safe!

15h Like Reply 01

@ Ivanka Anna

City of Norwalk, CT outlook Drive
is so appreciative

m 14h Like Reply
’Q

NCRWALK Communications Update d November 18, 2020 11

The Sound of Connecticut




Followers

This chart reflects the
growth of our audience on
Facebook, Twitter, and

Instagram from January Followers
18,000
2018 through October 16000 15,857
2020 14,000
12,000
10,000 8,449
The Cityds of fli cfigeds
Instagram page launched in 4,000
August 2018. o
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* Includes just City of Norwalk Facebook, Twitter, and Instagram. Does not

m include pages like Recreation and Parks or NPD.
’Q
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Impressions

This chart reflects the
average number of monthly

Impressions across our _
social media channels from Impressions
450,000
January 2018 through 400,000 391717
October 2020. 350,000
300,000
250,000
. 200,000 183,123
Impressionsrefer to the 150,000
count of how many times 100,00065.096
. 50,000
content was displayed to a 0
user. FF PP PP PP PP PP P PP
S A g e o e e

* Includes just City of Norwalk Facebook, Twitter, and Instagram. Does not

m include pages like Recreation and Parks or NPD.
’Q
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Engagements

This chart reflects the
average number of monthly

engagements with our
audience on our social Engagements 33110
. 35,000 ’
media pages from January 20 000
2018 through October 2s 000 w2
2020 20,000
14,403
15,000 11,403
. 10,000
Engagements can be a like, 5000 1 401 oL
comment, share, click, -
' P F PP FIFPXPIOIPIPPDLPL L
etC On a glveﬂ pOSt 3 '»\’»Q%\ \,\’196)\ \/\’19/\\ \/\’19%\ \/\'\i\/\ \'\’19\,\ \,\’\9%\ \/\’19%\ \/\’19/\\ \/\’\9%\ Q’\i\/\\/\’@\/\\/\’&%\\,\’@%\,\'\'&/\\x\@

* Includes just City of Norwalk Facebook, Twitter, and Instagram. Does not

m include pages like Recreation and Parks or NPD.
’Q
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Where We Went

A Goal

I Improve Public Relations and communications strategies
A Tactics

I Expand proactive media releases

I Partner with departments to share important work

i Build relationships with the press

I Find new ways to get messages to the community

"If I was down to
my last dollar, I

would spend it on
public relations."

BILL CATES
AR,
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Proactive Communications

This chart reflects the
average number of
proactive communications
between January through
June 2018 and July through
December 2018.

In this time, outreach per
month increased by 141
percent.

Pre-COVID averaged 6-10
proactive media releases
each month.

AP,

Average Outreach Per Month

6.83

July - December

Average monthly outreach increased by 141%
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Expand Media Coverage

Print Broadcast
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